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BACKGROUND 


We exist in order to provide services at a fair and acceptable cost, to each one of 
our customers and it is thus necessary that we indicate the level of service that 
our customers can expect from us. This level of service shall be applied 
consistently throughout every street, suburb and town within the municipality. 

The White Paper on the Transformation of Public Service Delivery (1997) sets 
out eight Batho Pele (people first) principles, which aim to transform public 
service delivery. This document, referred to as the Batho Pele (people first) 
white paper, favors the customer and places the obligation on the service 
provider to deliver on the basic customer requirements. 

The Batho Pele principles remain central to this document, promoting service 
excellence in the public sector and more specifically in local government. 


2 VISION 


To inclusively serve the needs of our community 

3 MISSION 


We strive daily to enrich the lives of our people by: 

1. Adopting a mind-set of innovation to revolutionise the way we operate 

2. Leveraging partnerships to realise our full potential 

3. Driving sustainability within the local ecosystem 

4. Growing the economy in Midvaal, premised on incubating 
entrepreneurship, socio-economic growth and environmental 
responsibility 

5. Providing excellent and standardised service delivery for all 

6. Prioritising the upliftment of our youth 

7. Being an ethical and proactive local municipality 

8. Elevating Midvaal to be the best and most attractive municipality in the 
country 

4. VALUES OF MIDVAAL 

1. Ethical 

2. Accessibility 

3. Collaboration 

4. Innovation 
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5. Sustainability 

6. Excellence 

5. BATHO PELE (PEOPLE FIRST) PRINCIPLES 

The Batho Pele principles are the following and will apply to the services 
delivered by the Midvaal Local Municipality: 

5.1 Consultation 


The Midvaal Local Municipality will acquire formal and informal views on the 
provision of services and matters related to services, by means of consultation. 
At least once a year we will consult with all our stakeholders, through public 
meetings, on the quantity and quality of the services provided and to be provided 
in the ensuing year. 

5.2 Access 


We are striving to provide services to all residents within the boundaries of the 
Midvaal Local Municipality and this target is actively pursued to the best of our 
ability. All our buildings are marked and identified by the functional activities of 
their occupants. Most of our buildings are accessible for the physically 
challenged people who use wheel chairs. Customers will be treated with courtesy 
and consideration at all times. We will conduct customer opinion surveys at 
regular intervals to establish if our services are helpful and provided with 
courtesy and consideration for the dignity of customers. 

5.3 Courtesv 

It is expected of our people at the first point of contact, which is the person in the 
front office, to receive complaints and faults effectively and efficiently. The 
following is seen as basic courteous treatment of our customers: 

• received with a friendly smile; 

• friendly and helpful assistance to resolve the problem right there, if 
possible; 

• should back-office support be required, ideally this support should be 
made available immediately - alternatively, an appointment must be 
made; 

• application forms will be “customer friendly” and simplified as far as 
possible, and 

• the style and tone of written communication must display courtesy. 
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5.4 


Information 


Information regarding all aspects of the services we provide is available upon 
request and we commit to assist with all reasonable requests for information. We 
will at all times give full and accurate information to citizens about the municipal 
services they are entitled to. We will ensure that services are readily available at 
all times in line with our service standards and that whenever there are 
disruptions our customers will be informed of the reasons. We will also at all 
times, where possible, use the language the intended audience understands, 
however Midvaal’s language of conducting business is English. 

5.5 Openness and transparencv 

Openness and transparency are required in order to build confidence and trust 
between the municipality and the customers. Our performance targets are 
encapsulated in our Service Delivery and Budget Implementation Plan (SDBIP) 
which is transparently reviewed on an annual basis. Technical and financial 
performance indicators, as well as other relevant information are published on an 
annual basis. We will ensure that our Promotion of Access to Information Policy 
allows access to information, particularly on the management of the institution. 

5.6 Redress 

We have complaints/suggestion boxes at ourfront desks of the main and satellite 
offices. Verbal compiaints will be responded to within five working days. An 
investigation of service delivery complaints will be finalised within thirty (30) days. 
Progress relating to the investigation of a complaint lodged will be communicated 
to the customer within fourteen (14) days if the complaint will take longer than 30 
days to finalise. 

5.7 Value for Monev 

We are constantly striving to provide a better service at a lower cost to our 
customers. Efficiencies have been gained and will continue to be gained. Your 
suggestions for an improvement in efficiency will be welcomed. Our approach will 
be based on the principle that organisations achieve a competitive advantage by 
providing their customers with what they want, or need, better or more effectively 
than competitors and in ways which their competitors find difficult to imitate. To 
ensure that this advantage is achieved, we are concentrating on the following: 

• what does our customer value; and 

• how do we provide this valued service to our customer, inclusive of the 
activities that support us in providing this service in a sustainable manner. 


4 


5.8 


Service Standards 


The service standards that may be expected from each service department in the 
Midvaal Local Municipality are listed in this booklet. The Services Charter and 
Standards will further be published throughout the year on our website. 

6. GENERIC SERVICE STANDARDS 

6.1 Office Hours 

We will commit to these office hours: 

07:30- 13:00 
13:30-16:00 

Note: The Council will endeavour to keep customer desks [such as libraries, clinics, the 
rates halls] open during lunch periods as well. 

6.2 Telephonic Calls 

• We will endeavour to answer our telephone within a reasonable period. 

• For emergency calls, see Protection Services Standards. 

6.3 Walk-in Customers 

• Appropriate signage will be displayed to ensure easy access to our 
facilities. 

• You will be received by informed and responsive staff. 

• We will inform you of the services available. 

• Information readily available will be provided the same day. 

• If the information is not available, you will be apprised of the status and 
when to expect the information. 

• We will attend to all enquiries/complaints by keeping proper records and 
ensuring that you receive feedback on all concerns raised. 


6.4 Written correspondence 

• If a response must be posted, we will respond in five (5) working days, from date 
of receipt. 


Your cooperation in providing full, accurate and timely information will help us provide 
you with quality service. 
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SERVICE STANDARDS 


ENGINEERING SERVICES 

Electricity: Power outages 

With all service problems, we commit to 
communicate with relevant stakeholders. 

If a large area is affected it is not 
possible to communicate with all 
stakeholders 

Unplanned power outages: 

30 min travelling time must be 
allowed 

As soon as we become aware of a service 
interruption, within working hours, we will commit 
to inform stakeholders. 

Within two (2) hours 

After hours 

Within four (4) hours 

Planned power outages: 


Notice of planned interruptions to be given to 
affected residents and stakeholders 

Within three(3) working days prior 
to interruption 



Service Outages 


Midvaal supply areas for Electricity and Water 


Planned maintenance 

Ten (10) days notice 

Unplanned outages - Office Hours 

One (1) hour 

- After Hours 

2 Hours to communicate with 
affected customers 

Midvaal Municipality however, has no control over 
Eskom’s schedule or unforeseen power outages 


Electrical connections 

Applications for electrical connections, 

upgradings, charges and new developments 


Quotations for standard connection and 
upgrading applications 

On application 

Quotations for non standard connection and 
upgrading 

Within ten (10) working days 

Street Lighting 

After receipt of complaint - 


If there are more than three(3) street lights 
affected on the same supply line 

Within two (2) workdays 

Less than three (3) lights 

Four (4) weeks 

Complaints regarding existing street lighting in 
towns where Eskom is the electricity supply 
authority must preferably be reported directly to 
Eskom. Applications for new street lights can be 
handed in at Midvaal Local Municipality. New 
street lights can be installed according to a 



6 




schedule subject to available funds and Eskom’s 
approval. 


Streets 

Grading of gravel streets 

Done according to a scheduled 
programme 

Repair of potholes 

Done within one (1) week 

Maintenance of tarred roads 

Done according to a scheduled 
programme 

Stormwater 

Floods/emergencies 

Reaction within one (1) day after 
incident has been reported 

Water 

Installation of new household water connections: 


Standard connection 

6 weeks after receipt of payment 

Non-standard 

Negotiable subject to delivery 
times of equipment 

Sanitation 

Clearing of a blockage 

Within one (1) working day after 
the incident has been reported 

DEVELOPMENT AND PLANNING 

Building Plans 


Acknowledgement of receipt 

Within Five (5) working days 

Approval / Non Approval of building plan process: 

Standard Building Plans 

Written response within an 
average of Forty (40) working days 
(excluding pending and circulation 
period) from date of application. 

Non-standard Building Plans 

Written response within and 
average of Sixty (60) working days 
(excluding pending and circulation 
period) from date of application. 

Occupancy Certificate 

Written response within an 
average of twenty (20) working 
days from submission of 
occupancy certificate application. 

Law Enforcement 


Formal Trade License: 

Consider an application for trading on a 
demarcated area 

Written response within an 
average of 3 working days from 
date of application 

Consider an application for trading on non- 

Written response within an 
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demarcated areas 

average of 14 working days 
including the consent from the 
relevant Ward Councillor and 
internal departments 

Consider an application for business for the 
selling of foods 

Written response within an 
average of 21 working days from 
date of application 

Poster Manaqement: 

Consider an application for posters 

Written response within an 
average of 3 working days from 
date of application 

Response to complaints pertaining to posters 

Within an average of 7 working 
days from date of receipt of such 
complaint 

Removal of Posters 

Within an average of 3 working 
days after the expiry date of such 
approval 

Deposit Refunds 

Within an average of 21 working 
days from receipt of such a deposit 
refund application 

Application for Land use 

Acknowledgement of receipt of application 

Within five (5) working days 

Consideration of Land Use applications if the 
application meets the minimum requirements in 
terms of the time frames 

Administration phase - may not be 
longerthan 12 months. 
Consideration phase - may not be 
longer than 3 months. 

Decision phase - within 30 days 
from the last Municipal Planning 
tribunal or the authorized official. 

Public Participation 

The IDP review process to be conducted as per 
the approved IDP Process Plan 


COMMUNITY SERVICES 

Sport fields/Swimming pools 


• Mowing of grass of sport fields 

• Swimming pools 

Done according to prescheduled 
match programmes 

Public has access between 

1 st September to 31 May 

Public parks 


Mowing of lawns and pruning of shrubs and trees 

Done according to a prescheduled 
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programme 

Carcass Removals 


All Midvaal controlled roads 

Remove within forty eight(48) 
hours 

Other roads 

Will report to relevant authorities 

lllegal dumping 

When polluter is identified, 
a notice within three (3) working 
days. Otherwise removed within 
two(2) weeks 

Noise pollution needs to be reported to SAPS 

See contact list 

Cleansing and Waste removal 


Collection of residential, garden and business 
refuse: 

• Residential areas 

Done on a weekly basis according 
to a scheduled programme. 

• Business Areas 

Done three(3) times a week 

• Central Business District 

Swept on a daily basis 

Libraries 


Will be open from 09h00 - 17h00 in winter and 
09h00 - 17h30 in summer. 

Fridays from 09h00 - 17h00 

Saturdays from 09h00 - 12h00 


Clinics 


Clinics will be open from 07h30 - 18h00 
weekdays 

Saturdays from 08h00 - 13h00 

All patients to be attended to within 

2 hours 

Cemeteries 


Grave applications and allocations 

Cemetery maintenance 

Finalised immediately upon permit 
According to grass cutting 
schedule 


Fire Fighting 


Emergency calls: 

Dispatching times after receiving the logged call 
Response times to affected site 

Within three (3) minutes 

Ambulances 


Emergency services number 
(016) 360 5911 
(016)360 7500 


Vehicle Licensing and Registrations 


Sedibeng District Function. Refer to contact 
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details. 

Learners and drivers licenses. As above 


Road markings and Road Signs 


Road markings complaints 

Complaints investigated and 
feedback within seven (7) days 

Road marking, street names and road signs 

As per technical roster two (2) 
month (per ward) subject to 
availability of stock 

Replacement of damaged stop signs 

Will be treated as priority 
depending on the availability of 
stock 

Repaint of faded stop markings 

Will be investigated and finalised 
within seven (7) to fourteen (14) 
days, subject to the availability of 
stock. 

Speed Law Enforcement 


As per approved schedule 

Ad hoc law enforcement requests - consideration 

Feedback within seven (7) working 
days 

Accident scene 

Immediately after dispatch 

Law enforcement complaints 

Complaints investigated and 
feedback given within seven (7) 
days 

Events 

Applications received from an 

Event Organiser must be 
registered within five (5) working 
days, event subject to approval 
from the Municipal Manager 

Big events: Apply six (6) months 
before the event. An event with a 
spectator capacity of at least 2000 
persons. 

Small events: Apply 30 working 
days before the event. An event 
with a spectator capacity of 250 to 
1999 persons. (Should there be 
high profile persons (VIP's) the 
event will be considered as a risk 
event, the application period can 
be more than 30 days) 

Functions: Apply 120 working 
days before the event. A function 
with 30 - 249 persons e.g 
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weddings, funerals, celebrations, 
initiation ceremonies etc. 

No functions will be facilitated on 
Public Roads or public places 
without Midvaal Municipality’s 
approval. 

Disaster Management 


Natural disaster response 

Fire Department will respond 
within three (3) minutes after the 
call is received and as soon as an 
evaluation is done of the situation, 
the Joint operation centre (JOC) 
will dispatch all other stakeholders 
(departments) 

CORPORATE SERVICES 

Rental of municipal facilities 

Confirmation immediately upon 
proof of payment 

Council meetings 

Open to the public, at least one (1) 
per quarter at 15h00 as per 
schedule on the website 

Anti-Fraud and Corruption Hotline 

0860 268 624 (24 hours) 

FINANCE SERVICES 



Queuing time for municipal accounts payments 

We will endeavour to serve 
customers within a reasonable 
timeframe 

Clearance certificate turnaround time 

Within five (5) working days 

All accessible meters will be read on a monthly 
basis 



An enquiry clerk will be available at Savanna City from Tuesday to Saturday to assist 
with income related matters. 

Cashier Office Hours 


DESCRIPTION 

DAY OF THE WEEK 

OPEN 

CLOSE 

Head Office 

Monday-Friday 

07h30 

15h00 

Randvaal (25 - 7 th 
each month) 

Monday-Friday 

07h30 

15h00 
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De Deur(25 - 7 ,h each 
month) 

Monday-Friday 

07h30 

15h00 

Vaal Marina 

First Saturday of 
month 

07h30 

12h00 

T raffic 

Monday-Friday 

07h30 

15h30 


7. CONTACT DETAILS 


The municipaiity can be contacted on a 24 hour basis. 


Physical Address: 


Postal Address: 


Fax: 

Switchboard: 
Customer Care Line: 

Meyerton Clinic: 


25 Mitchell Street, 

Meyerton, 1961 
Midvaal 
PO Box 9, 

Meyerton, 

1960 

016 360 7519 
016 360 7400 

0861 MIDVAAL [0861 643 8225] 
016 360 5880/1 


Randvaal Clinic: 
Randvaal Offices: 
De Deur Offices: 
Vaal Marina Offices: 


016 360 5836/7 
016 360 5800/016 366 0323 
016 360 5850/016 590 1006 
016 372 1930 


AFTER HOURS / EMERGENCY NUMBER: 

Fire & Rescue Services, Ambulance, other emergencies: (016) 360 7500. 

NOTE: The after-hours/emergency number is strictly for emergencies only. Enquiries, 
requests for information or other routine matters must be communicated to the 
municipality via the call centre to ensure that the emergency lines remain open to 
dispatch emergency teams in the shortest possible time without operators having to 
engage on non-emergency matters. 

Complaints email address: complaints@midvaal.qov.za 
Website address: www.midvaal.qov.za 


THE LICENCE DEPARTMENT IN MEYERTON: 

This falls under the management of Sedibeng District Municipality and can be contacted 
at telephone: 

016 450 3940/1/2/3/4 
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